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Abstract: The purpose of this paper is to examine the timeliness, quality of information, 
accuracy of orders and personnel contact quality that can influence the satisfaction Pos Laju 
delivery service of UUM students. This research is using quantitative method and the 
questionnaire has been developed in Google Form. The link of questionnaire has been sent 
through social media to student UUM. The variables of this research is timeliness, quality of 
information, accuracy of order and personnel contact quality. The number of respondents that 
used in this research only 120 respondents of UUM and data collection were analyzed using 
Statistically Packages for Social Science (SPSS). The findings of this research show that 
timeliness, quality of information, accuracy of order and personnel contact quality have 
significant influence towards customer satisfaction in UUM. Discussion of the findings and 
limitation of the study is outlined. 
 
Keywords: delivery service, post service, customer satisfaction, courier service 
 
 
    INTRODUCTION 
Service delivery is one of the important factors for consumers in their life, especially students 
in university for any types of services. The Pos Laju is the one of the courier services that has 
been provided in UUM Parcel Center. UUM Parcel Center (UPC) is the new reintroduce place 
for students pick up their parcel located at Tradewind and Kachi Mall, UUM. According to 
Gobind S. Deo (2018) that Pos Laju is the leading courier in Malaysia. However, there are 
many courier services similar with Pos Laju that has been emerged as competitors in 
industries such as GDEX, TNT, City Link, Skynet, DHL, FedEx and others. Pos Laju courier 
service was well-known in Malaysia which have an extensive delivery network and number of 
touch points. It is also one of the largest courier fleet in the country. Their vast network 
provides convenience for consumers when it comes to last mile delivery. They deliver 
messages, mail and packages, also known for their speed, tracking specialization and security. 
This courier service is offered a faster mail service than the traditional mail service. The 
booming of online shopping from via the internet make courier service became increasingly 
popular. This online purchasing is facilitated by courier service (Nusrat Hafiz, A. S. A. 
Ferdous Alam, 2016). 
 
An organization can keep the life cycle of the same time it will cut down the cost to ensure 
proper operations and smooth internal logistics that proofed by implement of appropriate 
maintenance strategy (Che Azlan Taib, Halim Mad Lazim, Hendrik Lamsali, Najib Saleh and 
Chandrakantan Subramaniam, 2017). Often the problem of timeliness where the customer 
desires the services must be performed within the time frame. Next, the queuing problem is 
the common issue arise that exist in UUM Parcel Center (UPC). This can categorize as the 
lowest responsive towards customers. Besides, also the low productivity and efficiency in the 
existing service operation such as tracking student’s name are taking so long time, the data 
number of students are not accurate. The information that the customer acquired by courier 
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service are not correct about the service information. There were several problems exist in 
customer orders are the packages did not arrive, lost or damages, received at the wrong place 
or wrong route. Lastly, problem of person in charge whereby personnel courier unable to 
handle customer complaints, does not have sufficient knowledge and also late respond to 
customer demand. 
 
The objective of this study is to identify the UUM student satisfaction towards the service 
quality of Pos Laju delivery in UUM Parcel Center, to identify the factors that can contribute 
to the improvement Pos Laju delivery service to UUM students, to examine the timeliness, 
quality of information, accuracy of orders and personnel contact quality that can influence the 
satisfaction of UUM students. 
 
    METHODOLOGY 
Quantitative research has been found appropriate and sufficient to measure customer 
satisfaction toward Pos Laju delivery service in UUM Parcel Center. The questionnaire has 
been developed and using the Likert scale which is from 1=strongly disagree until 5=strongly 
agree. In this research, the population involves of the students of Universiti Utara Malaysia 
which is including students from undergraduate and postgraduate who used Pos Laju Courier 
service. Next, to make data collection efficient, Google Form is used and the link of survey 
was distributed through social media (i.e.,WhatsApp, Telegram and Facebook). The number 
of completed survey that can be used for analysis was 120. 
 
    RESULTS AND DISCUSSION 
According to Table 1, the highest mean variable is accuracy of order which is 3.76 and the 
standard deviation is 0.649 and followed by second highest is personnel contact consist 3.75. 
Next, the third highest mean is the quality of information consist 3.71 and standard deviation 
value is 0.633. Then, customer satisfaction has recorded mean value 3.54 and standard 
deviation value is 0.847. The lowest mean value is timeliness consist 3.46 and standard 
deviation value is 0.740. 
Table 1 
  Descriptive statistics  
Variables No. of Items Mean Std. Deviation 
Timeliness 120 3.46 0.740 
Quality of information 120 3.71 0.633 
Accuracy of order 120 3.76 0.649 
Personnel contact 120 3.75 0.685 
Customer Satisfaction 120 3.54 0.847 
 
Correlation of independent variable and customer satisfaction 
Table 2 shows the correlation between independent variables (timeliness, accuracy of order, 
quality of information and personnel contact quality) and dependent variable (customer 
satisfaction). Based on the table, it is shown the significant between independent variables and 
the dependent variable at 0.01 levels, two-tailed toward customer satisfaction. From the result 
shows the relation between all the independent variable with customer satisfaction which is an 
accuracy of order has a strong relationship to customer satisfaction (r=0.795). Next, the 
second strongest is quality of information which r= 0.734 followed by personnel contact 

















**. Correlation is significant at the 0.01 level (2-tailed) 
 
Regression (Coefficient) 
According to Table 3, the Beta weights (standardized regression coefficients) for timeliness, 
quality of information, accuracy of order and personnel contact quality are presented in the 
coefficient table. The size of the Beta weights indicates the strength of their independent 
relationship. From the Table 3, it can be seen the variable of accuracy of order has the 
strongest relationship with customer satisfaction, whereas other three variables which 
timeliness is second highest and followed by the quality of information and personnel contact 
quality. Accuracy of order indicates Beta =0.507, t=4.83, p<0.001. For timeliness show Beta 
=0.187, t =2.660, p<0.05 while for the quality of personnel contact and quality of information 








  Coefficients Coefficients  
 
Model  B Std. Error Beta t Sig. 
1 (Constant) -.762 .284  -2.685 .008 
 Timeliness .214 .081 .187 2.660 .009 
 Quality of information .150 .138 .112 1.090 .278 
 Accuracy of order .662 .137 .507 4.826 .000 
 Personnel contact .138 .105 .112 1.316 .191 
Dependent Variable: Customer satisfaction 
 
 
This study shows that timeliness and accuracy of orders influence customer satisfaction 
toward Pos Laju in UUM Parcel Center. 
 
Figure 1 
Research framework of relationship between independent variable and customer satisfaction 









.734** .795** .684** 
Sig. (2-tailed) 0.000 0.000 .000 .000 
N 120 120 120 120 
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    CONCLUSION 
In conclusion, this research has showed that the timeliness and accuracy of orders has a 
significant relationship with the customer satisfaction. This study will contribute 
improvements to courier service like Pos Laju in performing service efficiently to customer by 
focusing on ensuring delivery being done on time and right parcel or product delivered. This 
study had some limitation that need to take note. The sampling of students is cannot be 
generalized to general population outside from UUM students. For future research it is 
recommended that recommendation sample size should be covered public who use Pos Laju 
service to measure customer satisfaction. 
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